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THE
BEHAVIOURAL

COntentS INSIGHTS TEAM.

¢ Introduction to the Behavioural Insights Team (BIT)
¢ Summary of Council Tax collection trial in Salford

¢ Summary of LGA Guidance on supporting councils to
improve revenue collection with behavioural insights
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THE
BEHAVIOURAL
INSIGHTS TEAM.

IN PARTNERSHIP WITH |48} Cabinet Office

Introduction to the Behavioural
Insights Team (BIT)
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We use behavioural science to desigh people- T VIOURAL

centred policy and public services INSIGHTS TEAM.

BIT is dedicated to understanding how people
behave in practice to design better services

Our Partners
a 4§
Cabinet Office nesta &
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We use behavioural science to design people- THE o URAL
centred policy and public services INSIGHTS TEAM.

€ Ourresearchis grounded in the academic literature

¥ We understand public services & public policy
€ We are committed to good evaluation and evidence-

based policy
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THE
BEHAVIOURAL
INSIGHTS TEAM.

IN PARTNERSHIP WITH |48} Cabinet Office

Summary of Salford Council Tax
collection trial
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Salford Trial THE

BEHAVIOURAL
INSIGHTS TEAM.

In Autumn 2017, we ran a Randomised
' Salford City C |
Controlled Trial in partnership with Salford A

City Council.

The trial tested whether behaviourally informed
changes to the first reminder letter for unpaid
Council Tax could increase payment rates.

The project was delivered in partnership with  (GIMC A Wcresre

the Greater Manchester Combined Authority. COMBINED
AUTHORITY

© Behavioural Insights Itd



Randomised Controlled Trials (RCT) compare your new M IOURAL
approach (intervention) against business-as-usual INSIGHTS TEAM.

(control)

INTERVENTION
Normal Rollout *

You then
measure the

Randomised difference in
Controlled Trial outcomes
between the

two groups
CONTROL
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We ran the Salford tax trial as an RCT, testing the THE

. 4. , . . ) BEHAVIOURAL
existing letter’s effectiveness against revised letters INSIGHTS TEAM.

Control (existing)

é

Treatment 1

A 8 2,

8,000 households
in Salford were randomly.
allocated tosrjg%ive one of

three reminder letters

‘M602 "'ersity

Treatment 2

Village
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The treatment letters were simplified and also THE
featured either social norms or active choice

BEHAVIOURAL
INSIGHTS TEAM.

Control (existing letter)

Social norms

Active choice

Customer Services

Unity House, Salford Civic Centre,
Chorley Road, Swinton

Council Tax 2T o

Reminder Notice Make a payment: 0161 793 3325

or online at www.salford.gov.uk/howtopay

Salford City C

Web: www.salford.gov.uklcouncitax

1012345678 6

418 456

First name, Sumame
House #, Road

Tovn | | ‘
Postcode |
90> 1 067

IN RESPECT OF

Properly address fine 1
Property address line 2
Date of issue: 06-DEC-2016 Property address line 3

Account number: XXXXXXXX
Payment required: $XXX.XX

Dear XXXXX,

My records show that the payments on your Council Tax account are in arrears,

You must pay £XXX.XX now. This amount includes any instalments that are due within the next 7 days

If this amount is not received within 7 days of the date of this letter, you will lose your right to pay by
instalments and will then have to pay £XXX.XX to avoid court action and added costs.

Please ignore this letter if you have paid the overdue amount within the last few days but note future
instalments must be made by the date due to prevent furtther recovery action being taken

Your sincerely

R

N. Thorton
Chief Financial Officer

SCEHDULE OF AMOUNTS INCLUDED IN THIS REMINDER

2015 EXXX.XX
2016 EXXX.XX

Year Amount due

Salford City Counci Date of issue: XXXX

Account number: XXXOXXXXX

Council Tax Reminder Notice Address this bill relates to:

[Property address fine 1]
ILine

Fistoame Surane postioss
Tovn
Postcode
YOU HAVE MISSED YOUR COUNCIL TAX PAYMENT
PLEASE PAY £XXX.XX NOW
Dear XXXXX,

You have missed your council tax payment. We have sent this letter to remind you to pay.
Most Salford residents pay their Council Tax on time. You are in the minority who have not paid.

Please pay £XXX.XX now. To pay:

Go to our online payment page at www.salford.gov.uk/payments. Then click on ‘Council Tax'
at the bottom of the page;

Call 0161 793 3325;

Or look at the back of this letter for other ways to pay.

You need to pay within seven days of this letter being sent. If you do not, you wil lose your right to
pay by instalments. You will then have to pay £XXXX.XX immediately. If you continue not to pay, we
will take you to court.

If you need help to pay there is more information on the back of this letter about who to speak to.
Please act now. Ignore this letter if you have paid the overdue amount within the last few days.

Yours sincerely,

.

N. Thorton
Chief Financial Officer

o:

931 0

i

41 01234

s

o7

Salford City Counci Date of issue: XXXX

Account number: XXXOXXXX

Council Tax Reminder Notice T ——

[Property address fine 1]
ILine

Fistvame Surane postioss
Tovn
Postcode
YOU HAVE MISSED YOUR COUNCIL TAX PAYMENT
YOU MUST PAY £XXXX.XX NOW
Dear XXXXX,

You have missed your council tax payment. We have treated your lack of payment so far as an
honest mistake. However, if you do not pay now we will treat this as an active choice.

You must pay £XXX.XX now. To pay:

Go to our online payment page at www.salford gov.uk/payments. Then click on ‘Council Tax'
at the bottom of the page;

Call 0161 793 3325;

Or look at the back of this letter for other ways to pay.

You need to pay within seven days of this letter being sent. If you do not, you will lose your right to
pay by instalments. You will then have to pay £XXXX.XX immediately. If you continue not to pay, we
will take you to court.

If you need help to pay there is more information on the back of this letter about who to speak to.
Please act now. Ignore this letter if you have paid the overdue amount within the last few days.

Yours sincerely,

-

N. Thorton
Chief Financial Officer

o:

931 0

i

41 01234

s

67

“Most Salford residents pay
their Council Tax on time. You
are in the minority who have
not paid”

“We have treated your lack of
payment so far as an honest
mistake. However, if you do
not pay now we will treat this
as an active choice”
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We found a point in the process where we T VIOURAL

could allocate households into three groups INSIGHTS TEAM .
= e
- & BEP

*inc. reminder and * File includes account

bills for both number and amount
Council Tax and owed
NDRs
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There was no statistically significant difference e

between the letters INSIGHTS TEAM.

Proportion of households repaying their debt in full in 14 days or less

40
35
30
25
20

15

Payment Rates (%)

Control Non-deterrence Deterrence
*** p<0.001, ** p<0.01, * p<0.05, + p<0.1

N =7,898

© Behavioural Insights Itd



As expected, size of debt, deprivation levels and THE

BEHAVIOURAL

mail preferences were all correlated with payment INSIGHTS TEAM.

Size of debt

Proportion of households repaying
their debt in full in <14 days
(n=7065)

[ o (2] B
w (=] w o
1 1 1 1

Payment Rates (%)

N
o
1

The amount of debt owed is
negatively linked to likelihood
of repayment. A £50 increase

in debt, decreases the
probability a household will
repay in full within 14 days by 2
percentage points.

Payment Rates (%)

Deprivation

Proportion of households repaying
their debt in full in £14 days
(n=7065)
55+
50

45

40
35
30
25
20
15
10

5|

07 g
:,'Q

Repayment rates are
significantly lower in more
deprived postcodes (as
measured by Indices of
Multiple Deprivation).

Mail preferences

Proportion of households repaying
their debt in full in <14 days
(n=5381)

Payment Rates (%)
o
)
1

As responsive  Less responsive More responsive
*** p<0.001, ** p<0.01, * p<0.05, + p<0.1

Being categorised as ‘less
responsive’ to mail by Experian
mail preferences significantly
reduces a households’
likelihood of payment.
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THE
We test because we know that context matters, T VIOURAL

and what works elsewhere might not work here INSIGHTS TEAM .-

* Local authorities provide a wide range of
public services in resource-scarce
environment. Every pound spentis a
trade-off.

* Testing and evaluating interventions
allows us to build an evidence base and
continually improve, rather investing in
programmes that are not adding value

* |neffective programs are a waste of
money, but unintentionally harmful
programs are much worse. Evaluation
helps us avoid both.
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THE
BEHAVIOURAL
INSIGHTS TEAM.

IN PARTNERSHIP WITH |48} Cabinet Office

Summary of LGA Guidance on
supporting councils to improve revenue

collection with behavioural insights
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1 1 1 THE
BIT and the Local Government Association issued T VIOURAL

a ‘how to’ guide on Bl & revenue collection INSIGHTS TEAM.
/ \ L THE
In March 2018, BIT and the Government INSIGHTS TEAM

1111111111

Local Government
Association (LGA) issued
guidance on applying
behavioural insights to
revenue collection.

The advice from the guide is
summarised in the following
slides. There are a range of
practical suggestions about
what authorities in GM could
try next to increase council

e repamen e
- /

© Behavioural Insights Itd




Suggestions about what authorities in GM could try THE VIOURAL

to increase council tax repayment rates INSIGHTS TEAM.

1
@> Make paying as easy as possible

k/> Make communications clear, simple & attractive

&/> Remind people at the right times

O Highlight social norms

oo

Consider wider motivations & frame incentives in the right wa
7 SR
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THE
BEHAVIOURAL
INSIGHTS TEAM.

g Make paying as easy as
possible

 Reduce the number of stages involved
* Prefill forms with the amount owed & personal details
« Set up payment defaults

. Strong evidence

| Promising ideas © Behavioural Insights Itd



Reduce the number of stages involved B VIOURAL

in the process of paying council tax NSIGRTS TEAN -

BIT changed the URL on a tax letter, linking directly to the tax form rather
than the webpage where the form was found, to increase tax filing rates

Percent response rates (n=8430)

| @ HM Revenue & Customs Home Contact HMRC  Help

HMRevenue Home Conlactus Aboutus Jobs Accessibily Feedback Help

%/ & Customs
[ roxsgers s sosers |

Self Assessment and National Insurance contributions
registration

(¢ ,-S‘ individuals &
\%/ employees

@emp\oyers

I want to:

Register for self-employment

MRC campaigns You are here: Home = HWRC campaigns = Tax Return Initiative
About you
1f you are an authorised agent completing this form an behalf of your client, please enter their details below, with the
1this section: Tax Retu rn |n Itlatlve exception of the email address, which should be your own.
National Insurance number: 0]

What are HMRC campaigns?

Have you previously registered for Self Assessment? Tick the relevant box below.

The Tax Retun Initiative closed on 2 Octaber. If HM Revenue &
Customs (HWRC) have sent you a Self Assessment tax retum or

Yes I've previously registered for Self Assessment

Direct Selling campaign

e-marketplaces campaign notice to complete a return for 2009-10 or earlier and you have not o nat previously reglstered for Self Assessment
yet taken any action this guide explains what you need to do If you answered ‘Yes' to the above question, enter your Unique Taxpayer Reference (UTR) below
Tax Retum Initiative Self Assessment Unique Taxpayer ®
On this page: Reference (UTR):
Campaign news and updates Title eg Mi, Mrs etc:

» What to do now
Flrst name(s):
» Completing your tax returns

» Paying what you owe
n More useful links

Last name or family name: *

Previous last name or family name (if
applicable):

Date of birth:*
dd/mmiyyvy

Are you male or female? Tick the relevant box below.
What to do now

Male

The next steps you take will depend on your circumstances

Female

Business as usual Updated letter
Link to webpage which has a link to form Link directly to form

Source: Behavioural Insights Team (2014). EAST: Four simple ways to apply behavioural insights. Retrieved from:

© Behavioural Insights Itd
http://www.behaviouralinsights.co.uk/publications/east-four-simple-ways-to-apply-behavioural-insights/.




Make use of defaults - encourage direct debit T VIOURAL
Slgn up INSIGHTS TEAM.

BIT used social norms & loss aversion to increase direct debit sign-ups for
council tax; the effects were amplified at higher property bands

Percent signing up for direct debit by property band

(n=27832)
Q -
EN Control Social norms/Easy Loss aversion
=
0
(O]
(]
-+
O
L e
o
—
O
Y
o
= +
-c o
(0] r "
o
"7, 0 - |+
-+ *hek *
| =
(O]
o
o
& 4.8
H 2.9
o -
Band A Band B Band C Band D Band E

Source: Behavioural Insights Team (2017, June 16). Introducing Test+Build - a Bl Venture [Blog post]. Retrieved from: @) Behavioural Insights Itd
http://www.behaviouralinsights.co.uk/uncategorized/introducing-testbuild-a-bi-venture/.




Test prefilling forms

with the amount owed and personal details

THE
BEHAVIOURAL
INSIGHTS TEAM.

Research by McKinsey found that tax systems which pre-filled forms were
more efficient (lower costs per taxpayer) than those that do not.

In English | Skatteverket

4B .
AN 4

(-
) Skatteverket

Privat Foretag Om oss

v In English
v Individuals and employees
v Declaring Taxes - for individuals
Do | need to file a tax return?
Income tax return 1, 2018

The contents of the income
tax return

Driving passengers in your
private car for payment

Common deductions in the tax
return

Basic deduction
Tax refund

Appealing a decision

Source: McKinsey & Company (2009). The Road to Improved Compliance: A Benchmarking Study of Tax

Administrations 2008-9.

skatteverket.se

How to file your tax return | Skatteverket

3 Teckensprak (@Y Other languages (_ Kontakta oss  Loggain

Q

Other languages » In English » Individuals and employees » Declaring Taxes - for individuals
» How to file your tax return

% Language w @ Listen

How to file your tax return

Here you will find information on how to submit your income tax return.

Use an eletronic identification (BankID ) to approve the information in your tax
return, or the codes that appear at the top of the specification you received along
with your tax return form.

Check the Check that all pre-printed amounts on your tax return are

amounts correct.

To submit your tax return, do as follows:
- Use our app Skatteverket.
o~ or:
- Send a text message that includes your personal identity
Submit number and your signature code to 71144,

N _,«(' or:

| - Dial 020-567 100.

v .4 W12:29

< Deklaration A
Hansen, Helly
640901-2389 Logga ut

m Deklarationen ar inte inskickad

Preliminér skatteutrédkning

Belopp att fa tillbaka 8 205
Deklarera

1.Kontrollera 2.Skriv under och skicka in
Skriv under

Kod fér underskrift

Skriv under och skicka in »

£ Foregaende

© Behavioural Insights Itd



THE
BEHAVIOURAL
INSIGHTS TEAM.

r Make communications clear,
@ simple & attractive

« Highlight required actions
 Use plain English
 Personalise messages

. Strong evidence

. Promising ideas © Behavioural Insights Itd



Highlight required actions T VIOURAL
using headings, colours and images

INSIGHTS TEAM.

A BIT project featuring a “Pay Now” stamp & visual
changes increased payment rates for unpaid fines.

Percent paying unpaid fine (n=43467)

Al | oftice of Enforcement Wil | Qe e Unpaid Fine
NSW State Revenue NSW

Order State Debk Recowery Retecence Numbsr. 123456789

= You must pay by: 20 MAY 2012
= H

= Paymert Referenca

= = ot 123456789
- =

= | To pay now, call 1300 130 112
= E

= =

For mors infomation, 9o 1o: www:sdro.nsw.gov.au

Pay your fine now or lose your licence, possessions or money from

5
- \;Itly\‘\\;;“;ﬂﬂ‘\m“\l|||H\I|H\|\|”\|\|i ‘ |;l|\||||;lll||ﬂl‘\|ﬂlll
Business as usual Redesigned
Source: Behavioural Insights Team (2015). Update Report 2013-2015. Retrieved from: © Behavioural Insights Itd

http://www.behaviouralinsights.co.uk/publications/the-behavioural-insights-team-update-report-2013-2015/.




Personalise communications e
to get people’s attention INSIGHTS TEAM .

A BIT project used a personalised message on
a bill envelope and in a letter insert to increase payment.

Likelihood of making a payment within 29 days
(n=3074)

25.0%

Bill Bill + Personalisation

Source: Behavioural Insights Team (2016, May 3). How can a letter increase sewer bill payments? [Blog postl. Retrieved g ehavioural Insights Itd
from: http://www.behaviouralinsights.co.uk/north-america/how-can-a-letter-increase-sewer-bill-payments/.




THE
Simplify language INSIGHTS TEAM.

The Irish Revenue increased filing rates by simplifying income tax letters.

Likelihood of a non-filer filing Income Tax
return (n=1450)

25.0% 30.0%

Control letter Simplified letter

Source: Irish Government Economic & Evaluation Service (2017). Applying Behavioural Science in Tax Administration - A
Summary of Lessons Learned. Retrieved from: http://www.revenue.ie/en/corporate/documents/research/applying-© Behavioural Insights Itd
behavioural-science.pdf.




THE

BEHAVIOURAL

INSIGHTS TEAM.
/

@ Remind people at the right
times

 Send instructions and reminders at timely moments
 Use planning prompts

. Strong evidence

. Promising ideas © Behavioural Insights Itd



Use timely prompts & reminders BEHAVIOURAL

to help overcome procrastination INSIGHTS TEAM -

A BIT project used SMS prompts to increase repayment of court debts.

Average amount paid (n=1800)

L 02-UK 3G 03:42 PM -

= -
oy

. Messages

/Simonf you have failed to N
pay your fine. A warrant
will be issued to the
No SMS prompt bailiffs unless you pay (>)
immediately on
03007909964 quote ref
87302748 div 845.

Q pLsend

Control Treatment

Source: Haynes, L. C., Green, D. P., Gallagher, R., John, P., & Torgerson, D. J. (2013). Collection of delinquent fines: An
adaptive randomized trial to assess the effectiveness of alternative text messages. Journal of Policy Analysis and © Behavioural Insights Itd

Management, 32(4), 718-730.



Use planning prompts THE

BEHAVIOURAL

for required actions in the future INSIGHTS TEAM -

sl plusnet = 12:30 ) 4

Edit

Pay council tax
01/08/2018, 18:00, Monthly
a.02-UK 3G 03:42 PM

Mmessages  CouUNCIl tax

£ )

Tip: set a recurring
' reminder on the 1st
of every month to

pay your Council
. tax installment

Show Completed

T EE—

© Behavioural Insights Itd



THE
BEHAVIOURAL
INSIGHTS TEAM.

O Highlight social nhorms

« Highlight the positive behaviour of the majority
« Make social norms local and specific

. Strong evidence

. Promising ideas © Behavioural Insights Itd



Highlight social norms T VIOURAL
to increase tax compliance

INSIGHTS TEAM.

BIT has used descriptive social norms
to encourage late payers to pay their tax on time.

Control Basic norm | Country norm

030006:0000001 1:001 o9
WOHNE STAHTER Debt Management & Banking

030006 :00000011: 001_001

STAFFIH l:ﬂURT HMRC London South
STAFFORD Pi 2nd Floor Southem House:

“Our records +“Nine out of ten  +“Nine out of ten L g

show that your people pay their people in the UK _ reer——"
Self Assessment  tax on time” pay their tax on - o S e
tax payment is time” rm——

overdue” .

Hine out of ten people pay their tax on time.

number above to pay by debit card, credit card, or

It is easy to pay. Please
Direct Debit.

Payment rate at 23 days after letter issue

33.6% 34.8% 35.3%

Yours faithfulty

Officer of Revenue and Customs

IDMSEEP HMRC 10/10

Source: Hallsworth, M., List, J., Metcalfe, R., & Vlaeyv, I. (2017). The behavioralist as tax collector: Using natural field © Behavioural Insights Itd
experiments to enhance tax compliance, Journal of Public Economics, Elsevier, vol. 148(C), pages 14-31.



Make the norms relevant to the recipient THE

BEHAVIOURAL
to increase their effect INSIGHTS TEAM.

8
| J— .
- T
“Our records +“Most people +“Nine out of ten | Ee s
show that your with a debt like people in the UK e e
Self Assessment yours have paid it  pay their tax on . o
tax payment is by now” time. You are e
overdue” currently in the mmmm——
very small minority e
of people who BB Pee S e s o s et
have not paid us - ————
yet.”

Payment rate at 23 days after letter issue

33.6%

Officer of Revenue and Customs

IDMSesr HMRC 10110

Source: Hallsworth, M., List, J., Metcalfe, R., & Vlaeyv, I. (2017). The behavioralist as tax collector: Using natural field © Behavioural Insights Itd
experiments to enhance tax compliance, Journal of Public Economics, Elsevier, vol. 148(C), pages 14-31.



THE

BEHAVIOURAL

INSIGHTS TEAM.
<

Consider wider motivations &
#” | frame incentives in the right way

« Highlight individual accountability for inaction
 Emphasise reciprocity and altruism
 Use lotteries to increase compliance

. Strong evidence

. Promising ideas © Behavioural Insights Itd



Highlight individual accountability for inaction THE IOURAL
to make it an active decision INSIGHTS TEAM.

BIT framed not taking an action as an active decision,
this increased repayment rates for overpaid tax credits

Likelihood of repaying tax overpayment (n=38800)

+ “Previously, we treated your
lack of response as an
oversight. Now, if you do not

“We told you recently that you
were paid too much through
your tax credits. Our records

show you have not been in +93% call [#] | will treat this as an
touch about this” u active choice.”

12.0%

Business as usual Adding accountability

Source: Hallsworth, M., List, J. A., Metcalfe, R. D., & Vlaev, I. (2015). The making of homo honoratus: From omission to @ Behavioural Insights Itd
commission (No. w21210). National Bureau of Economic Research.



Encourage people to consider THE

BEHAVIOURAL

reciprocity and altruism NSIGRTS TEAN -

A BIT project that used reciprocity and altruism
was more effective for those with higher debts.

Payment rate at 23 days after letter issue

www.hm re. gov.uk

Date of isswe 4 August 2011
Reference REFERENCE NUMBER

Dear SirMadam

Please pay £9999599995999 99

Our records show that your Salf Assessment tax payment 15 overdus

Itis easy o pay. Please call the phone numbar above to pay by debit card, credit card, or
Direct Debit

You can also pay using intermet and telephone banking. For more information on when and
how bo pay, go to www.hmre.gov.uk/payinghmre

Overall effect (all tax Effect for those with
liabilities) debts of more than £30k

Source: Hallsworth, M., List, J., Metcalfe, R., & Vlaeyv, I. (2017). The behavioralist as tax collector: Using natural field

© Behavioural Insights Itd
experiments to enhance tax compliance, Journal of Public Economics, Elsevier, vol. 148(C), pages 14-31.



Use lotteries to increase compliance R IOURAL
& incentivise people cost effectively NSIGHTS TEAM

BIT has used lotteries to increase voter registration rates; increasing the size
of the prize had little effect.

Household voter registration by letter
(n=129000)

44.7% 46.2% 46.7%

Control letter £1000 lottery £5000 lottery

Source: Behavioural Insights Team (2015, September 28). Using a lottery to incentivise voter registration [Blog postl. @ Behavioural Insights Itd
Retrieved from: http://www.behaviouralinsights.co.uk/trial-results/using-a-lottery-to-incentivise-voter-registration/.




